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Last month I spoke at the NY-Ontario library medical association and I met Margo
Coletti, Director, Medical Library Services, Beth Israel Deaconess Medical Center. Now
Margo knows one thing or 2 about change – she decided to change her library’s name
:Medical Library Services to something without the term “library.” her department is
now, Knowledge Services. She has this to say about change.
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Margo also said this which I though was provocative and interesting
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When I started again at Uof W – I noticed that the staff were not acting as nicely or
being as patient as I needed them to be. I thought maybe I was dreaming….maybe I
wasn’t hearing things right….so I decided to look at the libqual results from 2007 and
2010.
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I told my staff. Here’s the deal. If you think that the person you are serving is going to
walk away saying “gosh that chick was an asshole” – then STOP and think about how
to make this a pleasant situation.
(it didn’t work)….I was basically putting the onus on them to figure out things that I
thought were common sense….
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Dr. Ron McCarville came to the Uof W to do a Service Quality presentation for all of
campus
He is from the U of Waterloo and Associate Dean for Undergraduate Studies . His area
of study is customer service in leisure settings – so Disney world or other big theme
parks. He decided to tell us several stories of what he studied and how this could be
further adapted to the univeristy setting or any customer service setting.
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The last straw was this….I asked for an envelope and it’s like I was asking for 1 million
dollars….please talk to your staff about the importance of customer service
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A student came to the course reserves desk with a course reserve book that was
missing crucial pages that they needed to read. They asked if there could be another
copy of the book available. Staff yelled across the room – who do you think we are?
The bookstore?! This greatly offended the students who were not sure what the
procedures were for finding another copy. I sent out a copy of this story as it was told
to me to all the staff, explaining to them that this approach would not be tolerated.
The staff member responsible came forward to apologize for her behaviour and
agreed that there could have been other ways of dealing with this issue. She
promised to do better in the future.
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The staff started asking me – can we do that? Can we change the rules? What’s the
point of having the rules if we are always changing them? Who am I to change the
rules?
Who are you?!! YOU ARE THE FACE OF THIS LIBRARY!! You have all the power you
need to make an interaction great or horrible. That is YOUR power and YOUR choices!
Then I had an idea! Maybe that was the issue – the staff didn’t feel powerful at all
and they certainly didn’t see how they could actually make an interaction positive!
I looked for examples of companies that gave their employees “real” power. Like, to
change policies and rules as needed depending on the situation. I found Southwest.
3 things: loyalty/no plane late/low fares
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We never talk about the other parts of customer service which are giving staff the
power to act in an effective way with the person standing in front of them.
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I was thinking about the kind of power I wanted to give my staff – I came up with 3 –
we will focus on the 2nd one which is decisional power
Kohlberg –
psychologist best known for his theory of stages of moral development
Even though it was considered unusual in his era, he decided to study the topic of
moral judgment, following in Jean Piaget's footsteps
1958 dissertation, Kohlberg wrote what are now known as Kohlberg's stages of moral
development
the theory was inspired by the work of Jean Piaget and a fascination with children's
reactions to moral dilemmas
six identifiable developmental constructive stages - each more adequate at
responding to moral dilemmas than the last
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1. Obedience and punishment orientation (How can I avoid punishment?) Egocentric
-"The last time I did that I got spanked so I will not do it again."
2. Self-interest orientation (What's in it for me?) (Paying for a benefit) concern for
others is not based on loyalty or intrinsic respect, but rather a "You scratch my
back, and I'll scratch yours." mentality.
3. Interpersonal accord and conformity (Social norms) (The good boy/good girl
attitude) Individuals are receptive to approval or disapproval from others as it
reflects society's accordance with the perceived role
4. Authority and social-order maintaining orientation (Law and order morality) it is
important to obey laws, dictums and social conventions because of their
importance in maintaining a functioning society
5. Social contract orientation the world is viewed as holding different opinions,
rights and values. Such perspectives should be mutually respected as unique to
each person or community. Laws are regarded as social contracts rather than rigid
edicts. Those that do not promote the general welfare should be changed when
necessary to meet “the greatest good for the greatest number of people”
6. Universal ethical principles (Principled conscience) moral reasoning is based on
abstract reasoning using universal ethical principles
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Adelaide south australia, Port Adelaide
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Patrick Lencioni tells us the following story: http://www.tablegroup.com/pat/
“Letting them graduate” is worth big time in “external perception” – it’s the last
experience they may have with the University!
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What you don’t read from the headline is that it’s actually the widow who gave first –
and then the homebuilder stepped up! The homebuilder was Noah Homes owner
Walter Branco said he and his employees and subtrades wanted to give something to
Hudson “because she went out of her way for us.”
The crew had been next door building a new home on a vacant lot on Dot Street, in a
cluster of cottages along the Detroit River, and were having a tough time convincing
neighbours to let them tap into their electrical power. Hudson was the only one to
agree. And when Branco gave her $50 up front to pay for the power they’d use,
Hudson insisted it was too much and wanted to return a portion of it. Talking with her
at her door, Branco noticed the poor and unsafe state of her porch, deck and roof.
He returned to tell Hudson he wanted to help her with her house, a modest
bungalow she had built in the 1970s. Hudson told him she couldn’t afford all that
work, and Branco told her: “Oh no, this is a gift.”
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Use the example of the article – slow ideas by Atul Gawande (medical reference)
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Use the example of the article – slow ideas by Atul Gawande (medical reference)
Anesthesia
October 1846 (Boston)– William Morton a local dentist had found a gas that would
make his patient unable to feel the pain of surgery
Dec 1846 – Paris/London
February 1849 – Europe
June 1849 – the world
In a matter of 8 months!!! WOW!!
Then 1867 - Pasteur – antiseptic method (cleaning germs from wounds) Lister took
these recommendations and figured out how to get lower rates of sepsis and death
Still after 20 years, hand washing was still difficult to get compliance
A generation passed until germs were totally out of the surgical area
WHY?!!!
Anesthesia – combatted a visible/immediate problem (pain)
Antiseptic method – combatted an invisible problem (germs) whose effects wouldn’t
be seen until well after the operation had been done
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Attacking problems that are BIG but invisible to most people and making them work
can be very difficult process
Death rates from child birth in India – no processes followed (baby on chest of
mother) Kangaroo care – costs nothing!! “The mom didn’t want it” And the threat of
Hypothermia is invisible to the nurse – We picture a “blue child” but that’s not what it
looks like:
Baby cold, sluggish, too slow to feed, loose weight – stop peeing, develops
pneumonia….maybe death…
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How to change this?
X is the norm – hand washing, kangaroo method etc…
But what is getting in the way of this? What are the barriers?
Let’s get mentors…but how to control all the factors? There’s too many moving
parts!!
Everett Rogers (scholar on how great ideas are communicated and spread – ANSWER:
People follow the lead of other people they know and trust when they decide
whether or not to make a change in their behaviour.
THEREFORE:
Human interaction is the KEY force in overcoming resistance and speeding up change
Let’s get back to the mentors with the nurses in India – they stayed the course and
the nurses started to change – when asked WHY did they listen to the mentor the
response was “because she was nice, it wasn’t like talking to someone who was
trying to find mistakes it was like talking to a friend”
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They make jokes during the safety announcements. Years ago when Herb Kelleher
was still in charge, a woman was offended by jokes during the safety briefing and
wrote Herb. Most companies would have written back and said, "We're so
sorry." And send a drink coupon or something. Southwest sent her a note that said,
"We'll miss you”
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Our ambassador bridge connecting windsor to detroit. I see this right out my window
in my office. Beautiful!
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Aylesbury, England
Expectation have been set! Hard to change! We are working with the new
expectations but the others are still working with the old set!
Getting everyone to agree to a different way of doing business (photocopy example
between IT and Access)
Determining at what cost are the rules more important then the patron needs (we
are willing to go this far but not “this far”)
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Prego – thank you – paying attention to the email and adding something nice
Number – he wanted to say thank you bc I did a great job
Mile – I did all these awesome things and now I don’t know what to do next AND he
came back with timbits for the staff!!!
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Living at mom-in-law’s
“Drop and go” story
What can I do? What can YOU do?
How do we go from explore…to the next exciting step – transform?
We are not at transform yet…..
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